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COMTR

CHAIRMAN S
MESSAGE. _

MTR grew up together with many people of my generation. It is
ahousehold name that we, Hong Kong people, take pride in. Not
only do we serve the community with dedication, passion and
professionalism in transportation, our unique rail-plus-property
model has also built diverse communities in which many Hong
Kong people take as homes and reside comfortably. In the past
decade, our remarkable achievements and prestigious projects
worldwide have earned much recognition which made MTR a
renowned multinational railway operator.

| took up the chairmanship of the Corporation with much
excitement in 2019. From an outsider to part of the MTR
family, | am amazed by the extensive and complex processes
in running a railway network. Over the past 40 years, MTR has
been tirelessly pursuing operational excellence and exceptional
travel experience in a customer-focused manner. It is this spirit
that drives MTR to consistently meet, or even exceed, the ever-
increasing volume of commuters as well as their ever-rising
expectations on our service. While maintaining high service
quality, MTR has put in place di erent measures to strike a ne
balance between safeguarding long-term nancial sustainability
of our service and contributing responsibly to the communities
that we serve. | am proud of my 50,000 dedicated colleagues
worldwide, who are devoted to delivering high-quality and
e cient service to our customers in Hong Kong and other hubs
and creating values to the communities.

While we seek to demonstrate excellence and e ciency (aka
Hong Kongs can-do spirit), I rmly believe that MTR can only
thrive and grow by giving back to our society. As a leading
public transport service provider in Hong Kong, we recognise
our unique position in our customers daily lives and endeavor
to take our responsibilities professionally. Sustainability is at the
heart of our services. As a corporate citizen, we have developed
a Climate Change Strategy to elucidate our commitments and
approach to address the prominent climate risks, and support
transforming Hong Kong to a low-carbon city. We will also
continue to contribute to the communities through our well-
established community programmes such as STEM Challenge
and Train for Lifes Journeys.

| am pleased to present this Sustainability Report 2019 to you,
which outlines our long-standing commitment to delivering
the best caring and reliable service with due regard to the
environmentand society, and potential sustainability risks arising
from the ever-changing business environment. This report also
demonstrates our actions taken to manage and mitigate these
risks to ensure that we operate safely and responsibly.

Chairman’s Message

Year 2019 was a challenging year for the Corporation with, in
particular, events challenging our safety record. MTR takes
these unfortunate events very seriously and spare no e orts in
making improvement with a view to avoiding re-occurrence of
similar events. Safety is the top priority of MTR that we will never
compromise. As we entered 2020, the COVID-19 epidemic has
posed another challenge to Hong Kong and MTR. In addition
to keeping Hong Kong moving, we arranged special reliefs for
tenants at MTR stations and malls and donated surgical masks
to those in need. | would like to take this opportunity to thank
my colleagues who have been unfazed by the challenge and
discharged their duties faithfully. Together with everyone in
Hong Kong, we shall tide over every challenge.

Despite the challenges ahead, our colleagues will uphold
the MTR spirit to better serve our customers, deliver safe and
reliable services as always. Looking forward, we will continue
to strengthen our connections with the community, remain
resilient to the changing environment, and reinforce MTRs
reputation as a safe, reliable and e cient mass transit railway
company.

Rex Auyeung Pak-kuen
Chairman
Hong Kong
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CEOs
MESSAGE___

The rst year of my tenure as MTR CEO had been arduous! The
Corporation weathered some unprecedented challenges on
several fronts, including the prolonged public order events which
a ected also our community and stakeholders. As we marched
into 2020, Hong Kong and the world faced yet another test
posed by the COVID-19 epidemic. Being an important part of
Hong Kongs fabric, MTR is committed to tackling this challenge
together with the city we call home. We have launched special
relief measures for tenants at MTR stations and malls and donated
surgical masks to those in need. We shall continue to walk with
our city in this di - cult journey with dedication and resilience.

Sustainability Report 2019

The year of 2019 also commemorated 40 years of MTR services
in Hong Kong. Over the past four decades, MTR grew from a
humble railway operator of Kwun Tong Line with nine stations,
to a network of 96 stations serving over 5.6 million passenger
trips on a daily basis. Based on a model of railway network plus
property and commercial developments, we have built various
dynamic and vibrant communities with seamless connection
between commuting and home. We have also grown from a local
company to a multinational brand with presence in the Mainland
of China, Australia, Sweden and the United Kingdom. In every
community that we serve, we take active measures to upkeep our
commitment to operating responsibly and creating shared value
along the process. | am pleased to report such achievements in
this Sustainability Report.

Keep Hong Kong moving is a mission we take to our heart. In
2019, we continued to upgrade our assets to ensure we maintain
the best service levels for our customers. We are also making
changes to continuously improve our management process to
ensure we keep on providing the high level of service expected
by our customers.

We also proactively leveraged our time, resources, expertise
and e orts, contributing positively to the development of
communities. Our Community Connect platform nurtures
development of various social segments with the goal of meeting
the evolving needs of children, the youth and the elderly. We also
support our sta and our community of MTR retirees to organise
and participate in volunteering activities through the More Time
Reaching Community Scheme.

Looking beyond Hong Kong, 2019 also witnessed some
expansions of the MTR brand in other places. We extended the
coverage of High Speed Rail services to 14 new destinations
directly, enabling passengers to reach over 50 destinations
without the need for interchange. We also started passenger
services of the Sydney Metro Northwest, the Macao Light Rapid
Transit Taipa Line and the rst section of Hangzhou Metro Line
5. We are passionate about the opportunities presented by our
railway projects in linking up the local communities.

CEOQO’s Message 4

In the years to come, we will continue to capitalise on innovation
and technology to drive an enhanced mass transit system to
serve the community in a sustainable way. All these would not be
possible without the staunch e ort of my fellow colleagues. My
sincere gratitude and appreciation to them for their hard work,
unfailing e orts and perseverance to keep our rail and property
services going during this tough and turbulent time. Their
professionalism and dedication truly re ect MTRs Vision, Mission
and Values.

| am con dent the Corporation will emerge as a stronger team,
working together to enhance our reputation as a safe, reliable
and e cient railway operator. We stay committed to creating
value with the communities we serve.

Dr Jacob Kam Chai-pui
Chief Executive O cer
Hong Kong
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CIMTR

ABOUT THIS
REPORT,

About this Report

The sustainability-related strategy, initiatives and performance
of MTR Corporation Limited (the Corporation) are disclosed
through a dedicated sustainability website (the Website ) and
a sustainability report (the Report ), which collectively depict
how relevant and material sustainability issues are managed and
integrated into our business strategies.

The Website serves as a central repository of all sustainability
information of the Corporation, housing our sustainability
approach, sustainability frameworks and on-going sustainability
e orts.The Report presents an annual update on our sustainability
initiatives, performance and challenges faced during the
reporting year. The Website and the Report together complement
information available from other publicly accessible sources such
as our Annual Report. For a complete list of disclosures, please
refer to the content index.

In this report, we have provided information on the Shatin
to Central Link (SCL) construction issues in the Corporate
Governance section and public order events (POE) in the Safety
First and Environmental Protection sections. Special feature
articles on SCL and POE can also be found on our sustainability
website to provide detailed account on these incidents. We
have also covered the East Rail Line derailment incident in the
Safety First section and provided our responses and preventive
measures against COVID-19 in the Safety First and Community
Investment sections in this report.

We value your feedback on our sustainability performance and
disclosures. Please contact us with your views.

REPORTING FRAMEWORKS

As a publicly listed corporation, we strictly adhere to the listing
rules of Hong Kong Exchanges and Clearing Limited ( HKEx )
including the requirements of Appendix 27 Environmental,
Social and Governance Reporting Guide (ESG Guide). Our
sustainability disclosure references internationally recognised
reporting guidelines. This Report was prepared in accordance
with the Global Reporting Initiative ( GRI) Standards: Core
option and has made reference to the International Association
of Public Transport (UITP ) Sustainability Charter Reporting
Guide 1.0, ISO 26000 Guidance on Social Responsibility and the
United Nations Sustainable Development Goals ( SDGs ). In view
of our contribution to the development of sustainable urban
infrastructure in our operating locations, we have identi ed three
primary goals (8, 9 and 11) where MTR can play a signi cant part
as a global citizen in furthering the SDGs and have noti ed the
SDG Secretariat of our overall support for these goals. We also
support a number of other SDGs through our diverse operations.

DECENT WORK AND
ECONOMIC GROWTH

o

This Report also presents our e orts, plans and progress in
response to three megatrends that will bring along both
opportunities and challenges to our operations, namely system
resilience for climate change, ageing population and digital
transformation. Details on our initiatives addressing the three
megatrends are provided in the following sections of this
Sustainability Report:

Megatrends Report Sections

Environmental Protection
— Climate Change

System Resilience for
Climate Change
Ageing Population Customer Experience

— Customer Service in Rail Operations

Digital Transformation | Customer Experience
— Customer Service in Rail Operations
— Asset and System Upgrades,
Smart Mobility

Please refer to our sustainability website for details on our
disclosure approach, reporting frameworks, SDGs commitments
and the three megatrends.
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REPORT SCOPE STAKEHOLDER ENGAGEMENT

The Report discloses details on issues material to the Corporation covering the period from 1 January to 31 December 2019. Headquartered Our dynamic and ongoing stakeholder engagement process
in Hong Kong, the Corporation has expanded railway-related projects and operations internationally with a presence in the United Kingdom, welcomes and gathers diverse views, opinions and expectations
Australia, Sweden and the Mainland of China. MTRs property development and management services are based in Hong Kong and the from a wide range of stakeholders along our value chain. Grouped
Mainland of China. The Report incorporates data from all operations, where applicable, including wholly or majority-owned subsidiaries into ten main categories, stakeholders are engaged through
where the Corporation exercises management control. Please refer to our sustainability website for details on our performance data. Key di erent channels to help us identify possible emerging risks and
quantitative data disclosed in this Report has been independently assured by Ernst & Young Advisory Services Limited. Please refer to the opportunities to our business operations. We also make use of
independent assurance report for details. such platforms to proactively communicate with our stakeholders

and gain valuable feedback on our initiatives. For details on
our stakeholder list, engagement approach and engagement
channels, please refer to our sustainability website.

Our Annual Report provides further details on our operations in Hong Kong and worldwide. Please also refer to the sustainability reports
of our overseas subsidiaries, MTR Nordic and Metro Trains Melbourne, for more details on their performance and latest initiatives.

MTR s Value Chain
MTR ]
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EXTERNAL REVIEW PANEL

We continue to invite professionals in relevant sustainability elds to provide advice on
our reporting strategy and approach, and to review a mature draft of the Website and
the Report. Their valuable feedback helps us enhance the relevance and quality of the
disclosures. Members of this year s External Review Panel include:

Shirlee Algire

Executive Manager,
Sustainability,
Hong Kong Jockey Club

Calvin Lee Kwan

General Manager,
Corporate Development
and Strategy,

Link REIT

Mike Kilburn

Acting General Manager,
Sustainability,

Hong Kong Airport
Authority

Agnes Tai

Director,
Great Glory Investment
Corporation

About this Report 7

Robert Gibson

Fellow, Civic Exchange and
Adjunct Professor,

Hong Kong University of
Science and Technology

SKWu

Risk Manager,
Alliance Construction
Materials Limited

MATERIALITY

To ensure that our sustainability related disclosures re ect MTRs signi cant economic,
environmental and social impacts, or substantively in uence the assessments and
decisions of our stakeholders, we conduct an annual materiality assessment to
identify material issues which indicate the shared concerns of the Corporation and our
stakeholder groups.

For a detailed explanation of our materiality assessment methodology, please refer to
our sustainability website.

Q

Our materiality
assessment
process

Identi cation of
Sustainability
Reporting Issues

System

¥/

Importance to the
Corporation Based on the
Enterprise Risk Management

@ Importance to

_¥/

Stakeholders Based on
Stakeholder Engagement

@)

_¥/

Endorsement by the
Corporate Responsibility
Steering Committee

¥/
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MATERIALITY MATRIX ©

Our materiality assessment results are depicted in the following matrix.

A

HIGH

[
2 (37] @
E 29]
=
2 ®
’ 21
=
¢)
-
S |
Low Internal assessment on importance to business HIGH

Highly material issues are found in the top right quadrant, while the least material issues are shown at
the bottom left. The result has been reviewed and validated by the Corporate Responsibility Steering
Committee and reviewed by the External Review Panel as part of our materiality assessment process.

During the review process, item 8 customers health and safety and item 22 employee and contractor
health and safety have both been moved horizontally to the high materiality region to re ect the
Corporations priority in putting safety rstin our considerations. We have also moved item 13 human
rights risk assessment to a higher materiality level to address policy instrument such as the Modern
Slavery Act which has been put in place in locations where we have operations. In view of increasing
public interests in our operation, we consider factual and unbiased information disclosure would
become more important to our business, hence, item 6 has been moved horizontally to the high
materiality region during internal assessment.

. GOVERNANCE

Organisational governance structure
and process

Fair operating practices (ethical dealings with
other organisations)

e Anti-corruption
o Responsible political involvement
e Fair competition

II. CUSTOMERS

Fair marketing (factual and unbiased
information and fair contractual practices)

e Customer education
@ Customers health and safety
e Sustainable products and services

@ Customer service, support,
and complaint handling

@ Customer data protection and privacy

Access to essential services
(incl avoidance of service disruption)

11l. EMPLOYEES

@ Human rights risks assessment

@ Human rights risk issues

@ Human rights grievances mechanism
@ Diversity and equal opportunity

@ Fundamental principles and rights at work
(based on ILO)

@ Protection of civil and political rights of staff

@ Employment practices
@ Conditions of work and social protection

@ Staff consultation and engagement (incl freedom of
association and collective bargaining)

@ Employee and contractor health and safety
@ Employee development and training

IV. ENVIRONMENT
@ Prevention of pollution (air, water and waste)

@ Sustainable resource use
(resource efficiency and water use)

@ Climate change
@ Biodiversity

V. SUPPLY CHAIN
@ Supply chain human rights risk

@ Promoting social responsibility in the value chain

VI. COMMUNITY
@ Payment from government / tax payment

Community involvement and development
(engagement)

@ Education and culture

€ Employment creation and skills development
@ Technology development and access

@ Wealth and income creation

@ Community health

@ Community investment (incl staff volunteering)
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The SDGs were considered during our materiality assessment process to align our business strategies and disclosures with global sustainability priorities. The linkages between our committed SDGs,
our highly material issues and associated response are illustrated below.

SDGs, Highly Material Issues and Our Responses

DEGENT WORK AND
ECONOMIC GROWTH

INDUSTRY, INNOVATION
AND INFRASTRUCTURE

SDGs
Highly = Conditions of work and social protection = Sustainable products and services = Customer health and safety
Material Issues » Employee and contractor health and safety = Access to essential services = Sustainable products and services
= Sustainable resource use = Sustainable resource use « Customer service, support and complaint
handling

e Community involvement and development
* Access to essential services

= Prevention of pollution
* Sustainable resource use

= Climate change

Our Responses » Safety First » Financial Sustainability = Financial Sustainability
» Environmental Protection * Environmental Protection » Safety First
e Human Capital * Community Investment * Customer Experience
e Community Investment « Environmental Protection

* Community Investment
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BUSINESS AT A GLANCE

Established in 1975, MTR Corporation Limited ( MTR ) isa publicly-
listed corporation headquartered in the Hong Kong Special
Administrative Region. With the construction and operation of
mass transit passenger railways in Hong Kong and internationally
in the Mainland of China, Australia, Sweden and the United
Kingdom as the primary focus, MTRs business portfolio also
covers station commercial businesses, the development and
sale of residential and commercial properties in partnership with
property developers and the operation of property management
services in Hong Kong and the Mainland of China.

Building on the concerted e orts of our dedicated and
professional team, MTR is recognised as a world-class operator of
sustainable rail transport services carrying 12.8 million passenger
journeys worldwide every weekday.

For more information on our businesses, rail networks and future
extensions, please refer to our Annual Report.

FINANCIAL SUSTAINABILITY
Economic Value Generated and Distributed

We must be nancially sustainable in the long term in order to
support the delivery of quality services and provision of necessary
maintenance and upgrades to our transport system. While
supplemented by economic value generated through property
and other services, fare revenue is a substantial portion of MTR's
income. To ensure service a ordability for all passengers, our fares
are governed by a Fare Adjustment Mechanism which is designed
to enable fair, objective and transparent fare adjustments over
time and is subject to regular review.

Our long-standing Rail plus Property ( R+P ) model enables us to
capture additional economic opportunities and to optimise the
synergy between our property developments and rail networks.
The capital that our property developments bring in can support
rail operations and help Il funding gaps when building new rail
lines. Please refer to our sustainability website for details on our

nancial sustainability including the Fare Adjustment Mechanism
and the R+P model.

As the Value Added and Distribution Statement illustrates, the
economic value we create extends to a wider set of stakeholders

suppliers, employees, lenders, shareholders, Government
and the community at large. For details on our 2019 nancial
performance, please refer to our Annual Report.

Green Finance

As at the end of 2019, MTRs green nance portfolio consisted
of nine green bonds in three di erent currencies and two green
loans. To learn more about our Green Bond Framework, Green
Finance Framework and read the associated reports, please refer
to our sustainability website.

Awards and External Charters and Memberships

We have received a number of accolades to recognise our various
environmental, social, and governance related initiatives and
performance. Leveraging our connections with professional
groups and industry associations, we support and facilitate
externally developed charters, principles and initiatives, and
participate in various associations and advocacy organisations.
Please click here for a detailed list.
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Economic Value Generated
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Economic Value Distributed

Performance in Sustainability Indices

Revenue from Hong Kong Sta Costs® @ @. Employees
Transport Operations O 15418 Our sustainability performance has been gauged by a number of
19,938 . renowned independent investor ratings. These include:
Maintenance, Renewal Existing Hong Kong
and Upgrade Expenditure D% D\ Railway System Dow Jones Sustainability Indices (DJSI) we have been a
Existing Hong Ki . . . .
Revenue from Hong Kong g;ilv:;'gfste?:g ong 9,845 constituent of the DJSI Asia Paci ¢ since 2013 and were
%ta;"’g gommerc'a' Bl included in The Sustainability Yearbook 2020, which includes
! . © Slglalens top 15% of companies in the concerned industries that
Other Operating Costs* @ CHSness Farnets achieved a score within 30% of their industry s top performin
0
18,549 ystopp g
Revenue from Hong ) ] company.
Kong Property Rental and Fixed and Variable KCRC . .
Management Businesses Annual Payments 3,333 MSCI ESG Leaders Indexes  we received a rating of AAA (on a
5137 ; 56,644 scale of AAA-CCC) in the MSCI ESG Ratings assessment in 2019.
! Interest & Finance Lenders We h ived inain th tsi 2015
Costss 720 e have received AAA rating in the assessment since .
Revenue from : ; ; :
Mainland of China and e Governments FTS.E4G'ood Index Series  we have been included in the index
International Subsidiaries 1,384 series since 2002.
21,085 HKSAR Government CDP  we received a score B in the 2019 climate change
Ordinary 0: 5,561 assessment, where the Asia regional average is a score C.
Revenue fr?m Other Dividends N Other Shareholders ) .
Businesses 1.813 ISS ESG Corporate Rating we have been granted a Prime
) . . . .
1,833 S Status indicating our ESG performance ful lls ISS demanding
ommunity Investment . ; f
(excludes fare concessions Q Community ESG requirements in our sector,
Pro t from Hong Kong and in-kind donations)” @ 21
Property Development?
5731 Economic Value Retai r
! Reinvestments 3,879
Total: 60,523 Total: 60,523
' FTSE4Good
Notes:
1. Includes share of pro tor loss of associates and joint venture.
2. Before taking into account sta  costs of HK$24 million. MSCI
3. Excludessta costs related to Hong Kong railway system maintenance of HK$2,443 million, capitalised for asset creation of HK$1,286 million and recoverable of HK$602 million. ESG RATINGS
4. Forsimplicity reason, operating costs include interest income, netted with pro t attributable to non-controlling interests.
Excludes operating costs related to Hong Kong railway system maintenance of HK$2,320 million. Disclaimer
5. Excludes interest expenses capitalised for asset creation of HK$449 million.
6. Represents currentincome tax and excludes deferred tax for the year.
7. Includes donations, sponsorships and other community engagement contributions, and excludes ongoing fare concessions and promotions of HK$2,675 million and
in-kind donations of HK$18 million. q:‘ CDP
8. Economic value retained for reinvestment to generate future economic values. This represents underlying business pro t attributable to shareholders of the Company

(before depreciation, amortisation and deferred tax) for the year retained, after the amounts distributed to our stakeholders and invested in asset maintenance, renewal
and upgrade of our Hong Kong railway system.

DISCLOSURE INGIGHT ACTION



g MTR SUStalnablllty Report 2019 Corporate Governance 12

CORPORATE
GOVERNANCE

Board of Directors Corporate Responsibility Executive Committee
Committee Members Members

GOVERNANCE STRUCTURE AND APPROACH

The Corporation has a robust governance structure to achieve our business objectives. The Board,
working together with the Executive Committee, formulates MTR's corporate strategies to ensure the
interests of all our stakeholders are managed in a prudent and responsible manner. Our board-level
Corporate Responsibility Committee, led by the Chairman of the Board, provides strategic guidance
and reviews our corporate responsibility practices and performance. On management level, the
Corporate Responsibility Steering Committee (CoRSC), chaired by the Corporate A airs Director,
focuses on driving and reviewing the implementation of sustainability initiatives across all MTR
divisions. Members of the CoRSC include a few other members of the Executive Directorate and
colleagues representing MTR s major business units.

Please refer to the dedicated sustainability website for more details on our corporate governance
approach, structure, roles and responsibilities.
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We have maintained various corporate policies and guidelines
under our corporate governance framework, which lay down
a solid foundation for our overall corporate responsibility and
sustainability strategies as well as how we conduct business in
a compliant manner and build up our culture of accountability.
These sustainability-related guiding documents include, for
example, the Corporate Responsibility Policy, the Code of
Conduct, the Whistle-blowing Policy, the Corporate Safety Policy,
the Green Procurement Policy, the Climate Change Strategy,
the Corporate Biodiversity Policy, the MTR Modern Slavery and
Human Tra cking Statement and the Board Diversity Policy.
Details and links to these policies and guidelines can be found
on our sustainability website.

MTR maintains high ethical standards and integrity by setting
and communicating the standards expected by the Corporation,
training and enforcement. Our Whistle-blowing Policy enables
all internal and external parties to raise their concerns regarding
improper behaviours through con dential channels. During 2019,
our Whistleblowing Panel evaluated 177 cases and concluded 122
of those cases did not meet the de nition of whistle-blowing.
Of the 55 whistle-blowing cases, follow-up investigations were
completed resulting in 8 substantiated, 3 partially substantiated,
and 29 unsubstantiated cases. The remaining 15 cases were
under investigation as of 31 December 2019. Appropriate
follow-up actions, including disciplinary actions, were taken
by management in response to the substantiated and partially
substantiated cases.

Risk Management

Our Enterprise Risk Management ( ERM ) Framework provides a
clearview ofthesigni cantrisks we may face. The holisticapproach
to risk management identi es and evaluates enterprise risks
(including sustainability risks). The sustainability risks identi ed
through our framework are mapped against relevant ESG issues
under ISO 26000 and are subsequently assessed to determine the
level of materiality. Details of our risk management framework,
approach and focus can be found in our sustainability website.

Issues Surrounding the Shatin to Central
Link Construction

In mid-2018, there were allegations concerning workmanship
and timely reporting of certain construction matters relating
to three stations of the Shatin to Central Link (SCL), in particular
regarding the construction of the Hung Hom Station Extension
works. The Corporation has taken the matter seriously and
immediate steps to investigate the issues, report our ndings
to Government and reserve the Corporations position against
relevant contractors.

The Corporation has given its full cooperation to the Commission
of Inquiry into the Construction Works at and near the Hung Hom
Extension underthe SCL Project. The Commission hasmade aclear
determination in its interim report made public by Government
on 26 March 2019 that the platform slabs and diaphragm walls
are safe and nds that no rebuilding or strengthening works to
be necessary. The Commission is also satis ed that there was no
extensive or systematic cutting of the threaded ends of rebars
and has also made valuable recommendations on how the
Corporation can improve our project management which are
very much in line with the ndings of the review conducted
by the Capital Works Committee of the MTR Board aided by an
external consultant.

We have started to implement the recommendations made
by the Commission and the Boards Capital Works Committee.
Besides strengthening our project management, the Corporation
has made further e orts through enhanced senior leader
involvement, checks and balances, supervision, audit and
improved collaboration and communication to ensure that our
sta , as well as contractors, comply with the project management
system. We have provided additional training for all relevant
personnel on our project management processes and procedures,
and used technology to assist our sta and contractors sta
in keeping proper records and tracking non-conformances at
construction sites.

Corporate Governance 13

The Corporation notes that the Commission plans to submit its

nal report by March 2020 and will continue to work with the
Commission. We will also continue to use our best endeavours to
take the SCL project forward in a safe manner.

We have prepared a special feature article on our sustainability
website to provide more details on the SCL construction issues
and our actions taken. Please refer to the SCL project website
and the sustainability website for details and updates of the
SCL incident.
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SAFETY

FIRST .

0 -20%

Customer fatalities in 2019 Sta and contractor Injuries requiring hospitalisation
in Hong Kong fatalities in 2019 per 100 million passenger journeys
in Hong Kong on our heavy rail network in 2019

in Hong Kong compared to 2018

MANAGING SAFETY

Pledging to provide a safe, e ective and caring service, we instil a culture which prioritises safety
as the prime responsibility of all employees in MTR. We have developed and recently enhanced
our Corporate Safety Policy and along with the Corporate Safety Governance Framework outline
our safety management approach and objectives. Supported by the Corporate Safety Management
Model, which lays down appropriate safety management processes across eight core elements, we
implement an e ective and robust system bespoke to our operations to tackle all safety challenges.
We also prepare a Corporate Strategic Safety Plan every four years listing out our aspirations, goals
and focus areas to guide safety practices and drive safety improvements across all our business areas
in Hong Kong, Mainland China and abroad.

Please refer to our sustainability website for details on the Safety-First culture and safety
management practices in MTR.
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CUSTOMER SAFETY
Customer Safety

As one of the major public transport operators in Hong
Kong, MTR places great importance on the safety and health
of passengers. In response to the coronavirus disease-2019
(COVID-19) outbreak, we have enhanced infection preventive
measures, including increasing ventilation and stepping
up cleaning and disinfection in railway stations and train
compartments as well as MTR malls to safeguard customers
health. In particular, we have increased the frequency
of cleaning and replacing Iters of air-conditioners in all
stations of the MTR network. We have also disseminated
advisory messages on prevention of COVID-19 infection and
maintaining good personal hygiene to customers through
the Passenger Information Display system at MTR stations,
and reminded passengers to seek medical advice as soon as
possible if needed. Following the Governments measures to
contain COVID-19 outbreak, we have suspended services of
the High Speed Rail (Hong Kong Section) and Intercity Through
Train since 30 January 2020 and closed Lo Wu and Lok Ma Chau
stations on the East Rail Line since 4 February 2020.

Corporate

Safety

Road and Track Safety

In order to deliver safe and reliable services to our customers, we continuously identify safety hazards and systematically mitigate associated

Safety First 15

risks. Despite our best e orts and practices to keep our customers safe, we experienced some unforeseen challenges this year.

The East Rail Line derailment
incident near Hung Hom Station
occurred on 17 September 2019,
three rail cars shifted o  the track
while two cars separated resulting
in some passenger injuries

We express our deepest apologies to a ected passengers and commend our sta  for
quickly enacting our procedures to reduce the impact on our customers. About 500
passengers were evacuated from the train and led back to the Hung Hom Station platform
byoursta ando cials from the Fire Services Department. Once passengers were safely
evacuated, we immediately gathered evidence on site and began emergency recovery
works, inspections and safety checks to restore service as quickly as possible. The East
Rail Line (EAL) service between Hung Hom and Mong Kok East stations was suspended
on that day for site investigation and re-railing of the a ected cars, and service resumed
the following morning.

An Investigation Panel comprised external experts and senior representatives from the
Operations Division and Engineering Division was established to identify the root causes
and recommend safety improvements. MTR also cooperated with the Governments
independent investigation into the incident. The investigation was completed, and
the Panel ndings were submitted to the Government on 14 February 2020 and made
public on 3 March 2020 after the ndings were reviewed by the Government. The
Panel assessed the adequacy of the design, manufacture and maintenance of relevant
equipment and concluded that the derailment was caused by dynamic track gauge
widening at a turnout near Hung Hom Station. The Panel also concluded that the rolling
stock and signalling system worked normally and did not contribute to the derailment.

The management of railway assets and track maintenance in MTR are in line with
international standards. However, the Panel concluded that the EAL Track Maintenance
Team had a knowledge gap of the e ect of the special combination of circumstances at
that turnout for making an informed decision on the scope, timelinessand e ectiveness
of the remedial measures required to correct the dynamic track gauge. The Panel
considered the team should have relied more heavily on measurement data, rather than
their experience, to observe the trend of track gauge widening.

The Corporation has implemented improvement measures recommended by the Panel,
including:
Developed measures to address changes in track sti ness after sleeper replacement;
Replaced 2,627 East Rail Line timber sleepers to give extra track reliability;

Adopted a step approach for track maintenance works to enhance monitoring of
track gauge and timely escalation;
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The East Rail Line derailment
incident near Hung Hom Station
occurred on 17 September 2019,
three rail cars shifted o the track
while two cars separated resulting
in some passenger injuries (contd)

Prolonged public order events
have, at times, resulted in acts of
vandalism and violence which

a ects overall passenger and sta
safety

Enhanced change management and staff competence for relevant maintenance works when track
technology new to MTR is introduced; and

Explored and implemented new technology and data analytics to monitor track gauge and track
integrity in traffic hours, its trend analysis for maintenance and criteria to trigger necessary escalation to
senior management for attention. Installation of the new equipment commenced in February 2020.

Safety is of the utmost importance to MTR operations and we take the incident very seriously. Similar problems
with the use of synthetic sleepers had not been encountered in the ten years since their introduction in MTR. MTR
will spare no e ort in putting in place the improvement measures recommended by the Panel to enhance our
track maintenance and will continue to review and strengthen our internal monitoring procedures and knowledge
enhancement on track maintenance to ensure passenger safety.

The safety of our sta and passengers is always our top priority. Acts of vandalism and violence put our sta
under extremely di cult circumstances as they make every e ort to ensure the safety of our passengers and
maintain a reliable railway service. Following a detailed risk assessment and our safety- rst commitment, we have
adopted prudent actions such as closing stations and adjusting rail services to protect our customers away from
any violence. Passengers and the general public are informed of any changes in services via the MTR website, MTR
Mobile app, station and in-train announcements.

Even though our business were adversely a ected by the public order events, MTR persevered during this period
and provided passenger services whenever possible. We have also begun works to repair damaged station facilities.
The University Station on the East Rail Line was seriously damaged by repeated acts of malicious vandalism and
arson. After extensive repair works by the maintenance team over ve weeks, and following risk assessment and
safety assurance in consultation with relevant government departments, the station was reopened to provide
basic services for the public on 21 December 2019. Together with our dedicated and professional sta , the
Corporation will continue to closely monitor and assess the situation and act quickly to safeguard the personal
safety of passengers and our sta .

In response to public concerns on the use of tear gas in/near our stations, we have provided more information
on how we ensure indoor air quality in the a ected stations in the Environmental Protection section. We have
prepared a special feature article on the sustainability website to provide more details of our responses on the
public order events.

Safety First 16
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Our transport operations in Hong Kong continued to maintain world-leading safety performance in 2019, with 25% and 17% fewer customer and public injuries on the heavy rail and light rail networks compared

to 2018 respectively.
Number of Customer and Public Injuries Requiring Hospitalisation in Hong Kong Number of Injuries Requiring Hospitalisation per 100 Million Passenger Journeys
— in Hong Kong
-
2017 2018 2019
= —— o
7N S5 Heavy Rail
Heavy Rail Light Rail Bus Target 9.29 9.26 8.56
2017 129 17 6
Performance 7.30 4.60 3.67
2018 83 12 1
2019 62 10 6 Light Rail
Customer and Public Safety Fatalities in Hong Kong Target 13.66 13.66 13.08
Performance 952 6.69 6.41
Bus
> < N7
Target 6.88 6.88 6.88
Heavy Rail Light Rail Bus
2017 0 0 0 Performance 944 157 9.52
2018 0 0 0
2019 0 0 0
Customer and Public Safety Fatalities for Operating Locations Other Than Hong Kong
: Melbourne Metropolitan S .
Shenzhen Metro Line 4 Rail Services Stockholm Metro MTR Express Stockholm Pendelt g TfL Rail/Elizabeth line
Target 0
Performance 2

Number of Injuries per Million Passenger Journeys for Operating Locations Other Than Hong Kong

Melbourne Metropolitan

Shenzhen Metro Line 4 Rail Services Stockholm Metro MTR Express Stockholm Pendelt g TfL Rail/Elizabeth line
Target 142 2 115 19 135 2.08
Performance 0.85 1.03 0.87 2572 0.76 434
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Building Safety Awareness in the Community

Escalator Safety Ambassadors are deployed at designated MTR
stations to remind passengers of the associated safe practices
and present special souvenirs to passengers who demonstrate
correct and safe behaviour on escalators. In 2019, our new
ambassador, T Chai, debuted the annual Escalator Safety
Campaign with a set of social media stickers, posters and a
video, which contain safety tips on escalators for passengers. In
the video, T Chai turns into a detective to investigate di erent
escalator accidents and remind passengers to pay attention to
and follow escalator safety rules.

We worked with the social enterprise People On Board again this
year to convey our railway safety message to the community
through booths at the Hong Kong Book Fair where we delivered
themed activities including a drama show and interactive fun
games. Comprising a life-like MTR station model as well as rolling
stock, the pop-up store of the MTR Safety Experience Zone at
the Hong Kong Book Fair 2019 won a world-renowned award, the
Rose Gold winner (interior design) at the Muse Design Awards
2019 in the United States. We also continued to stage the special
performance MTR x Hong Kong Repertory (HKRep): Master of

Railway Safety The Devil Returns at Childrens Paradise at the
Hong Kong Book Fair 2019 opening day. This series of roving
dramas is part of the MTR x HKRep Drama Education Programme
2019-2020 which has reached out to kindergartens, primary
schools as well as special schools.

Pop-up store of the MTR Safety Experience Zone
at the Hong Kong Book Fair 2019

Safety Initiatives at Our Subsidiaries

MTR (Shenzhen) organised various educational campaigns to
promote safety awareness of sta , contractors and the public.
Safety reminders have been provided for passengers through
posters, videos, voice announcements and other promotional
materials in train stations. Escalator Safety Ambassadors have been
deployed at designated MTR (Shenzhen) stations to enhance
passengers awareness of the safe use of escalators. To strengthen
sta s safety awareness, activities such as safety risk identi cation
workshops, safety knowledge competitions and safety forums
were arranged. Contractors were also invited to participate
in safety workshops, safety roadshows and safety awards to
strengthen their awareness of the latest safety requirements and
industry best practices.
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Metro Trains Sydney incorporated the pioneering fully automated
train operation in the newly opened Sydney Metro Northwest
line. To ensure optimal safety, platform screen doors (PSD) and
in-train passenger emergency alarms are installed. This is the

rst PSD introduced in an Australian railway system, an e ective
safety measure designed to open in unison with the trains. An
Operations Control Centre is also in place for responding to
emergencies. These safety measures ensure customers can board
the trains easily and experience a safe journey.

Metro Trains Melbourne developed an industry-leading new
app Work On Track to ensure safety while the crews work on
maintenance and renewals for the 998 kilometres of track on
our network. At each track worksite, a Track Force Protection
Coordinator (TFPC) needs to complete an assessment of the
area, which were largely paper-based in the past. By o ering
a digital solution, the Work on Track app will now provide the
tools for more than 1,000 TFPCs to simply plan work on track, and
identify hazards, constraints and additional risks which need to be
considered when planning worksite protection, including within
areas where minimum sighting distance cannot be achieved.
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Work on Track app

Each year in October, MTR Nordic holds a Safety Month to
enhance awareness of preventive safety measures. In 2019 there
were over 200 participants. A range of activities were organised
during the Safety Month, including Safety Walks, conversation
with passengers, etc. Around 10 Safety Walks were conducted
in conjunction with municipalities, local police and housing
companies to identify places in and around the stations in
need of improvement to ensure passengers are safe and secure.
Areas were improved through better lighting or trees pruning.
Internally, MTR Nordic has revised and updated its Safety Policy
and established a new internal safety organisation to further
promote importance on safety.

MTR Elizabeth line hosted several Joint Safety Awareness Sessions.
Working alongside MTR Elizabeth lines Safeguarding Manager, a
team of ambassadors attended and supported the Joint Safety
Awareness Sessions together with the British Transport Police
(BTP). During each session, the ambassador team and BTP
provided customers with basic safety tips when travelling on
public transport and the most up-to-date information regarding
station upgrade works and the opening of the Elizabeth line.

STAFF AND CONTRACTOR SAFETY

The Corporation joined the global Vision Zero Campaign
organised by the International Social Security Association to
provide a safe work environment for both MTR and contractor
staff. The campaign advocates building a strong prevention
culture integrating safety, health, and well-being at all
levels of work to prevent work-related accidents, harm and
occupational diseases.

To safeguard our staff against the COVID-19 outbreak, we have
provided protective gear for staff and checked their body
temperature before starting work every day. In particular, we
have requested all frontline staff on duty, including stations
and property management, to wear surgical masks. In addition,
we have reminded staff members to maintain good personal
hygiene, and to report to their supervisors and consult doctor
if they feel unwell.
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Sta Safety Initiatives

Our annual signature event Corporate Safety Month was
held in May and June 2019 with the theme Health and
Safety, in Heart and Mind which highlights the interrelation
between physical and mental health and safety at work. A
new programme Safety Hero Award Scheme was launched
to recognise frontline staff and contractor members who
work diligently to uphold our safety-first culture. Furthermore,
the top three safety films from a micro film contest for the
From Health in you to Safety at Work theme were broadcast
for voting. Safety forums, health talks, a colouring contest for
staff s children and an online safety quiz were organised by
various divisions during the Corporate Safety Month.

Our Infrastructure Maintenance Department launched a large-
scale safety promotion campaign 5 Lifesaving Creeds which
highlights and displays ve vital safety areas at the workplace
to enhance sta safety awareness. Each Lifesaving Creed icon
contains a slogan of four Chinese characters with simple and
direct safety messages namely Authorisation before Track Access,
Drive with Caution, Safe Working with Engineering Trains,
Safe Work at Height and Live Line Testing before Earthing Rod
Erection. The 5 Lifesaving Creeds campaign helps reinforce the
safety culture amongst our colleagues.
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Lost Time Injuries for Sta

An unfavourable trend of sta injuries was observed in 2019. We
have investigated every injury and put in place remedial and
preventive measures as far as reasonably practicable. At corporate
level, we have continued to organise programmes to enhance
safety awareness and uphold our safety culture in all operations.
Extrae orts have also been made to improve safety performance.

In our Corporate Support Functions, the major accident types
occurred were slips, trips and falls and assault in 2019. Actions have
been taken immediately to address root causes of these accidents.
In Projects Division, most injuries were related to site conditions or
activities. We have reinforced our site inspections with contractors
to improve the general housekeeping and conditions of the sites.
To further prevent accidents and minimise injuries, we organised
divisional safety sharing sessions where lessons learnt from
accidents and inspections were shared among our sta . Monthly
site-based safety sharing sessions were also arranged for sta to
share both safety observations and accidents.

Lost Time Injuries
per 100,000 man-hours 2017 2018 2019
in Hong Kong

Corporate Support Functions 0.06 0.16 0.20

Operations Division 042 0.38 0.65
Projects Division 0.20 0.00 0.16
Property Division 0.09 0.00 0.04

Note: Lost time injury means a worked-related injury results in the incapacity for
1 day or more.

Contractor Safety Initiatives

We implemented various safety initiatives in Hong Kong to protect
the safety and health of our contractors. We engaged directly with
construction workers through training, workplace campaigns,
mentoring and a variety of communication initiatives to help us
uphold the highest safety levels and ensure that contractors are
aligned with our own safety policy. In April 2019, our Corporate
Safety Management Committee ( CSMC ) conducted a safety
visit to the new Diamond Hill extended station area. The CSMC
members inspected the site conditions and appreciated the
safety e orts made by sta and contractors in tackling safety
challenges associated with the station expansion project,
including managing the existing operating railway during the
construction phase and accommodating the high interchange
passenger ow during the operations phase.

In January and September 2019, the Corporation and its
consultants, partners and contractors made joint commitments
at the Safety Charter Signing Ceremonies for the LOHAS Park
property development project. We pledged to create a zero-
accident work environment, continuously improve safety
standards, provide good welfare facilities, prevent site accidents,
care for workers and comply with legal requirements. This Safety
Charter emphasises the importance of construction site safety
and close collaboration between all stakeholders including the
Government, developers, contractors and frontline workers who
play important roles in promoting construction site safety.
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Safety Charter Ceremony of LOHAS Park Package 10

Safety Performance on Construction Site
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Hong Kong project

construction fatalities 2017 2018 2019
Sta Fatalities 1 0 0
Contractor Fatalities 2 0 0

Reportable Accidents for Contractors

The reportable accident frequency ratesin 2019 improved slightly

in some of our div